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ABSTRACT \ - ' ' ' ^ 

This booltlet provides guidelines to produce 
effective^ responsive business letter liriticg, nhich promotes public 
relations^ gives plain answers to questions^ clearly states requests 
for additional information, and increases office efficiency and 
econo^ny. Four major characteristics of such letters are discussed: 
(1) brevity and the avoidance of needless words and information ; (2) 
the use of plain, e^veryday language, which means letter writers must 
possess a thorcugbj understanding of the subject so that tley can 
confidently use nqntechnical language in place cf specialized terms; 
(3) .strength, which requires the use of concrete, specif ic words and 
a logical organization of ideas; and (4) setsi tivity^ which calls for 
a human, personal approach. Specific exa spies cf phrases and words to 
be avoided are included as well^ as -simple paraphrases to substitute 
for awkward, wordy, or technical terminclcgy, Bethods for planning 
and organizing a business reply are outlined, stressing the 
import^ce of its three main components: the opening, which should 
immediately stimulate the reader's interest; the. body, which should 
contain the progression of thought necessary for a pcnplete answer ; 
and the closing, which should summarize the contents and propose any 
recommenda tions.' (EIG) » 
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r-Allpp OUR LETTER^ SKofjto $H.OW THXt ^-l/'^' 

• ■ ■■■■ v.; ■^■■'v'j.v;- 



they s'houtd be sensitive and resjjoh^ive ^a^^^ 



in common sense language 



J6. achieve this, simply put yo|rrse/f Jn I'heVother.^:^^^^^ I';' 
I; ' persxjn's place . ... . practice ElVIPjc^THY.- ■/ ' . 

I ■> ■ ' V.'' 

■ Read your^own letters as if you were receiving mem; , '' i'i ; r 
arnl ask'-ycfurself .if^ou would p/easerf td reqeive ' , ..y ■ ' 
it^i'^^rn. , ■ , . ' . ; | ' ' ' ■ ■; '''' ' ■ ' ' ' ''■ 

■A key poiat to reme/nber is thaii the^person youVe ■ 
■. writing to is a human being with filings; not 4'JUST" - ' ' ' 



: a job applicant or "JUST" a veteraii. 



V 



EVERYONE SeNEFITS 



0^ 
(A 

r 

0 

ERIC 



If we vvrite letters that we ourselves would'like to receive, we can help . j 

• Develop better public relations by writing in a more friendly and' personal matjner. 



• Improve service to veterans by giving plain answers to specific questions or by more.cleaiy stating requests 
for information.: > 

• Increase efficiency and economy.. Simple, clear writing will heJp^us'to thiokmore deary; it will enable us 
to write faster as well as better;' iand it will.cu,! down on the number of letters we and our correspondents 

V send to .each other. ' V ' - . . 
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: >^| ; PBi(i€TICE; USING THESE KEY WORDS 
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/You can impfbve.the letters you write by^m \ / ; ' - ' - 

BRIEF . Sa/ no more than needs to be said, and use just enough words to say it ... cleaHy/cori^c^^ 
'. ' ■ ^ - ' and courteousfy. • _ - 'V. J " "'-^ . / 

Clpose a less complicated way of saying something. Remem^er-fchat the simpler^'a letter is, the 
eaSier it will be to understand; ^ ■ ^ 



PLAIN 



^ STRONG 



Use Words that carry an exact picture, rather than vyeak words that carry a fyzzy picture. 



■ ■ ■ -J * ■ 

SENSITIVE This element is mjist important.in making your jetters courteous and friendly. Use the right 
' . .'^ ".tone. The word "torfe" medns not what you write, but the way you write it. ' .. 
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REMEMBER THESE GUIDELINES 

For each key word, there are se^ral guidelines you can use to improve your letters. 




AVOID NEEDLESS WORDS AM 

Wordy letters are wasteful. They increase the^ cost of .correspondence and reduce the clarity of your message. 
Some phrases don't serve any purpose and can be omitted^ such as: 

* ' ■ '" , " 

This is to inform you that . ^ ^ ' . ' ^ ^ 

For your inform^ation . . , 

I wish to advise that • - • *\ ♦ " 

Your attention is invited to the fact that < 

Other wordy items caq be trjmmed down. ^ 

WORDY 



You will please find encfosedlJ 
We' are in receipt of ^ . 
We are not in position to 
We will take steps to ' , 
many incumber 
in regard to 

hold a meeting . ^ . , 
in the event that 



TRIMMED DOWN 

Here is 
We received 
We cannot ' 
.We will 
many 
^about 
meet 
if 




.... - DOIM'J REPEAT WHAT IS SAIQ IIM A LETTER YOU RECEIVE 



Why not begin easily and naturally? Answer questions directly without repeating them. This can usually:.be done. 
Mast veterans don't carry on a great amount of correspondence^ilh theVA and will know exactly what you're 
talking aboutwhen you start imnhediately with your answer. 
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f^OF ?xattiple, suppose somebody wants a copy of pamphlet X. You can write- ' • 

■ * : . ■■ ■ ■ ■ f : ■ V. 

"Reference'is made to your^ letter of May 30, if^ ^^'^^ You truest a copy of pa"^Phtet X. The desired 
pamphlet is temp6rarily out of pJint." 

But it's shortec and clearer to write- \ 

"We regret that pamphlet X is tempol-ariiv out oiP'"'"^ " 
' By getting to the pdint you;are less.likely to lose or'confuse your reader, 

"^otJ may haf^e to add additionat information. If you get to the poir,^ fjrst^ yourVeader will be patient, and you 
\ill be more likely to limit your.information to what is needed. 

\ . ■ ■/ 

BEWARE OF ROUNDABOUT PREPOSITIONAL PHRASES 

Most of these phrSses can be replaced^y a sii^le word or can even be omitted, in some instances. 

I INSTEAD OF A PHRASt USE A WORD 

9" the part of 1 » for \ . 

with reference to on,ab<kt 

in view of ' ' ^ . , ' because, since 
in order to •, to 

for the purpose of for 

fATCH OUT FOR NOUNS AND ADJECTIVES THAT DERIVE FROftmRBS 

There Y some words that derive their noun and adjective forms by ending endings like ING, ION, etc. Take the 
verb agSeE and the noun' form AGREEMENT. We can write We AGREED, but too often we write WE 
REACHED AN AGREEMENT. Use the basic verb-it is shorter and 

clearer. i 

DON'tSuALIFY YOUR sWeMENTS WITH IRREVELANt "IFS/' 

l^any'tirmt it is necessary to qualify your letters with "if." If you 
would 'd^ tell wh^t they must do they 
^?3nip|e, ;it is an unnecessary caution to wi 
to the time you become eligible foij benefits 



\rm it is necessary to qualify your letters with "if." If you ten veterans that they have appeal rights, you 
ajk) tell wh^t they must do they wish to aPP^a'- l^any tij^eg, however, the "i^s" are unnecessary'. For^ 
e, ;it is an unnecessary caution to write, "This information S^p/jes jf there are no changes in the law prior 
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ITING TO veterans; 
OU WOULD TO AF^tlEND; 
LAIWSWl^etANG^^ . 



J 

• STUDY. 



.... KNOW YOUR SUBJECT WELt SO ^^^U CAM 
DISCUSS IT GONFIDENTLY AND NATURALLY 

^ Youiprobably have a specialized lang^'^a^ your 
worfif. These specialized words, /nay, result from the- 
iiws with which you worki>r they maV Peculiar 
your profes^on or occ^e^oial gVoiJP' ^^^^^ ^^ey 
are simple words which ha\r^ ^^en .g^^^^ ^ special 
mearling. 

These words are a form of shorthand and usually 
" carry a precise meaning fo the peopl^ yo^r group. 
i To a member of the public, however, may .be 
1 meaoingless. In a real sense you are tjie interpreter for 
\ the public. You must KNQW YqUR STUFF scwell 
^that you can write about it in everydayJ^^^^^Se. ■ 

Here are some of the things yoy carl ^ ^^ay 
from specialized language. > i ■ 



Study all new.laws and rules that you will be called upon to explain. Make sure'of their nneani'^9- ^^^'^ ^ait 

• till you get a letter. i , ^ \^ ■ i 

• REPLACE TECHNICAL. SPECIALIZED, 0,RiUNFAMl/AR TERMS WITH SIMPLE ^V'^'^Y-DAY 
LANGUAGE. " ^ ^ ^ / ^ 

Use' words and Rhrases that are fflmilia< to .yoOt readers. VTHE REFEflENCED REGljLATlON.can become 
THIS REGULATION, Avoid the temptation to cafry d^cr into your letters th"^ language 'ofj^aws and 
regulations. Throw away HERETO and I^IEREIN.-IN IIEU OF can be changed to IN PlaCE 0^- PRi.OR TO 
' can become BEFORE, and SUBSEQUENT TO may be altered to AFTER. \ 




I. K , \ 

• EXf»LAIN. DEFIWt, OR USE EXAMPLES. 

• ^ There will be instances when you cad't avoid technical. words.- When this happens, explariVWhat they mean, or 

define them, or use examples to'get across your meaning, ; ^ ^ , , 

• D0N'tQUOTE'GOBsWl,AWS,REGULATJONS,AI\lbirjSTWJCTIO[\IS. 

Your readers aren't intjirested in long stories atsput Public" Uw This and' That. Tliey want to' know whether ^ 

• they 40 or do not get what they're asking for. There may be times when you do have to refer to a certain law 
or regtilation, and you knwthat your rgader isn't familiar^ith it. Here, you might have to cfuate and evc^n 
have to give additionaj explanations to make your letter complete, S'n't quote, hovvever, unless you have to, 

• and don't quote at greater length than you have tOj* ' ' -• *.,*'' 

r . ■ .' ^\ ■ ^ ' 

. USE SHORTWORDS, SHORT SENTENCES, AND SiiORT.PARAGRAPHS ' J ' 

Some people have a tendency to use bigwortis. G.rancf words do not lmpress your readers. They are more likely to 
make them angry. In addition, they make writing more difficult to understan(j. ' . ' . 

Think of tho way ^ou talk/ You don't tell your friends what .g^UNE RATION you get. You talk- about your 
PAY. You doh'^ ask people whea' they are DOMICILED.' You-'^ask-them where they LIVE. Why not do tl^ sartie 
thing vyith your vyrittng? * 



V 



INSTEAD OF , • .WUSE 



acquaint^ ^ ' telf 

ascertain , . . ask, learn . . 

communication letter, memo ^ 

inadvertency . error, mistake 

modification " ' change 



DOM'T throw aside a word JUST because it is long; DO try to think.of a shorter word that carrios'the meaning 
just as well. . < ' . 

' * .. * ^ * 

• . . V ■ 

Try to write short sentences. Don't forget that your reader does not h,ave your voice to use as a guide. Pause for 
' l)reath l)y usiiTg periods. Try to write sentences of not more' thar| 21 words in length, but don't go to the extrpme 
of making them choppy, 

' ', ■ . « 

, _ Long paragraphs can be .brol<cn up easily. Rtmember that all sentences in a paragraph should relate to a 'single 
idea, but that does not^mean that all sentences related to one idea must be kept it^ono paragraph, Try to^|<eep 
^ You^^oi^agraphs down to an average of not more than seven . , ■ ' ^ ^' 

I* '. 

" ' ■ ' ' 

* ■ ■ '* \. 
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This do^n't ftiean that you will have to count wwds and lines. Simply look over the'page. Do many sentences 
run ovei\ two lines? po the paragraphs look forbidding? ; . ■ 

Don't fofget about the importance of. meaning! DON'T break 'yp sentences and paragraphs'just because they are., 
long; DO break them up if it makes Jhe meaning clearer. 

Use all the words you need to carry -a r]pessaqe cl early,, correctly^, a^eurteously, bufno more."Be,.thrifty but not 
stingy with' v\ords. Don't forget that a shorl jettet-properjy word^jlcari )}e just as cpurteous and' friendly as a.. 

ion^one. , ^ ./ . ' ■ - ; V/ "' .' ',:^v. . , .. .-i' ■ . 

... . .BPCOmPACT. DOW'T SEPAflATB CL'GStLY RELATED ParTS.OF SpMTENCES- ,\ ^ , ^ . 

! > • • ^ . L- - ■■ V ' ■■ ■■ ^ ■ ■• 

'•/I tie location of a word or groLip-DLworls can cohipletely change a. sentence, Tor example, yvould you want to 



sa7,"? • • 



/ 



/ 



"The enclosed .booklet explai/is what lie farfiily should do wfien the worker ofes to collect insurance " 

OR ' • \ \ ■ ■■■ • . .L ^ . ^ ■ ■ r 



rj ^ i i"Thfi',enclbscd booklet expl«in(what.tfie family shouW do to cotiect 
^Keep your.meanin(Jdear.4 , ' ' 

. TIB You6 THOUGHTS TOGETHER - ' ^ — 



insurance, iv//ert t^e worker dies." .- 




If you do this, your reader can follow you fromHsne thought t6 another, witbout g^^ting lost. Your sentences 
should, bo put together in a logical mannerf In V^ui^ senteticesl'tie together the parts that are related. Lot3k at the 
nexf'5L'ntence\ind see what caa happen when relatecJ parts are separated' ' ■ ' ' ' ' 

>^ ^ 'T^hey wero busy mopping tho-'flojtovith another employee/' . 
(Wouldn't it hav6 been better if thl^used a mop?) . ^ 
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.^t. ^ ., . . l U&E tONCRETE/SPECIFIC WORDS 

We often use words that.have.so many meanings that 
' ,the exact ■ thought is not clear. For example, you 
dfc ' .;cdufd write-«<PERIENCE HAS INDICATED THAT \, 
uill^- '^5^'^ PbSgEDUR£ Has ^'EEN SUCCESSFUL/But ' 
■ii-i/l > /^i'ls' qfearer to write 90^ PERCENT OF OUR. 
' ( STATIONS. REPOflfr THAT THIS PROCEDURE 
^■^'m REDUCED POST? BY 10 PERCENT. Watch 
'j out-lbr fuzz.y.use of words like HANDLE, EXPERI- 
i T=MCE, . INFREQUENT,^COMPARE,^nd' CONSID- . 
ATI ON. Use concrete, specific words that carry 
our'meaning exactly. ■ 
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\ ..... USi MORE ACTIVE VERBS .' , ' 

Anoth^l-.way to strengthen your letters is to use %er passive verbs'and more active verbs. . 



DoA t.v^rite- 

It is beiieved that 
Do write- 

1 befieve Jirat 



Get rid of the preposition tbat little friend of the passive verb. , . 

NOT: Your letter was read by the DIRECTOR. . Byqj The DIRECTOR read your letter. 



PON'T EXPL/yfN YOUR ANSWER BEFORE' GJVIN(3 IT 



Give your answer; theXexplain if necessary. Think of your reaction whefi somebody told you a stpry and kept 
adding detail after detail. You probably thought, ''When am t going to find out the point of all this?" Keep your 
readers from thinking this,. Whenever possible, get to the point right away; then explain if necessary. You may 
find out that with this method you don't heed as much explanation as you thought. Would you. be- pleased to' 
'jearn that "This is in reference to your appUcation." . . , . , or would you rather be told-up front-that "Your : 
application has beep approved."? ' • 



D0N;T HEDGE 



Many times you canndit- writ^ that something can ALWAYS be done or that something is ALWAYS so. You h'ave 
to use such words as NORMALLY and ORDINARILY. Often, such "hedging" is unavoidable. 

( .■' r • ■ I ' ■' ' 

However, it can be habit forming so that you begrnto place loopholes jn a letter when they are not needed, this 
, rarses questions in the reader's mind and leads to needless correspondence. Think twice before you weaken ylur 
■ letters Wi<h GENERALLY, U6UALLyVc6M^/|ONLY, or similar hedging s^^^^^ 

Don't use them unlesVyou really have to. ^ 
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BEKUMAN ^ ' ! 

An jmportant' point in wr^ing friendly and courteous 
letters is to be^human. Use the personal touch. /; 



Here are some of, the ways yoi) can ^ this. * 

• the proper names of the people you write- 
.about. Write. JAMES SMITH' and. MS, GREEN 
instead of THE CLAIMANT and THE ABOVE- , 
NA1VIE0 VETERAN. . . • 

• Use, names that stand for. human brings: . CHILDi'- 
WrFE, HlJSBAND,^nd so on, . . " :■■ 




lAiucM An»-ii,r^.^.^,y^ ' ' • A^^'^ innpersonal words. Gair> the personal touch 

VyHEN.YOU ARE WRITING VETERANS,, ^ . ^^ting \ BELIEVE in place^of ^ 
BE SENSITIVE, RESPONSIVrAND ^fllEF; <BPLIEVED. If you do have to refer to the agency, 

, use THfS AGENCY RECOMMENDS fathernhan 
thU'^:; ' ITIS'flECOIVfMtNQEp'^Y.THISAGENpY'. ..* 



^ Use friendly words that show a desire to be TieltiJui, such as THAN.K YOU/W^ WILL BE dlAD TO^.WE 
APPRECI ATE YOUR PRqMPTNE$S. V ' . , ' J. 

> / . o' f ■ ' ' ■ ■■ ' 

• .Use personal pronouns, Rernember that you're writing to a human, being eveh if you don't meei^ face-to-face.' 
■ .Use pronouns like YaU;',HE and SHE rather than talking aboOt VETERANS, and DEPENDENTS. Don't 
, depersonalize yourself either. Writ^ I or WE instead'<)fT.HIS-OFFIGE or THIS 'AGENCY. ' • . 



...ADMfT MISTAKES 



•When we make rnistakes, there is a temptation to ignore them, Gover them up, or shift the blamfr. DON'T DO IT! 
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Such effo'rts rarcl^y deceive our reaciers: They are moYe likely to ma k\ them angry and give them a poor opinion of 



trie VA. 



.1. 



. If you goof^an'd we all^do on occasion— tay' so. Then yogr reader^now exactly what has happened. They know 
^' ^thafmisfakes can happen, and that it is the reliable person or ager>cy which frankly admits them, 

, Aft€r, admitting a mistake, .teU what has>r vyill don^ to correct it. Stress the^ desire and effort of^the to 
improve its service, ' ' . . ' . - 

..DOiyj OVERVVHELM YOUR READER WITH'"INTENSIVE'S" AND "EMPHATICS" 

*v: 'Intensives include adjectives and adverbs like "higjiest," "deepest/' "very much" and so on. When used too 
, . freely, they lose their effect. The same caution applies to emphatics which call special attention to a statement, 
; An example is "It, should be noted that . . ." An occasional we^l chosen emphatic, like an occasional intensive, 
will have the desired effect. But i!ise!ess emfihatics.give the reader the impression that we are padding, that vye^are 
laboring to put our facts across, or that we are trying to convince ourselves. 

^ ..... STRIVE FOR A COURTEOUS AND FRIENDLY TONE 

One of the most important things in better letter^writing is "tone." The question of tone gets to the question of 
how a letter sounds. Does it sound impertinent or tactless, o> does it sound the way VA letters should-that is, 
^ourteous and friendly. • 

• . ' \ 0 

^ Writers may often become accustomed to certain phrases and sentences Without realizing the jarring fvffect they, 
'produce on the reader. Here are a few examples-and how they may b'e perceived by our readers. . 



THE WORDS: Y ou deserve no consideration. • ' 

TRANSLATION: If you want to be nasty we can play at that game to. 

WHAT TO DO: /Never reply to an unreasonable or offensive'letter by adopting 'the same tone, this just 
starts a chain reaction. In addition, it doesn't do the job-that is, it doesn't give service. 



THE WORDS: You claim that you did not receive the application. 

^TRANSLATION: You can't fool us. We know you received the application and promptly lost it. 
^ What to DO: You have to send another application anyway, so why doubt the peTsons word? 
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'THE WORDS: You misunderstood our letter. ' 

TRANSLATION: Now these sentences are perfectly clear, YouVe just too dumb to understand ^them. 

WHAT TO DO: Parhaps our letter was misunderstood, but it doesn't do any g(^od to say so. Besides, if it 
was misunderstood/maybe ft wasn't a good letter. 



There are many other oxartiples of jarring, tone. Y*ou could probably think of your own translations to go with 
these-. 

. ' *^ . ■ ' 

• YOUR MISUNDERSTANDING OF OUR POLICY PROMPTS YOUR ACCUSATION THAT... 

• MR. DOE, WHOM YOU RECOMMEND, IS NOT QUALIFIED .,. 

• DO YOU ACTUALLY-MEAN irWHEN YOU SAY. 

V ■ 

.o^YOU MUST SEND US THIS INFORMATION WITHOUT FA'IL BY... . 

r 

^ ■ ■ 

• WE DQ NOT WISH TO COMPLY WITH YaURREdUEST FOR... 
. • YOUR UNDATED LETTER. .. ' . 

• WE EXCEEDINGLY REGRET THE-NECESSITY OF CALLING YOUR ATTENTION TO . . . 

• YOU WILL UNDERSTAND AFTER FURTHER THOUGHT THAT WE CANNOT... ' 
^ • WE MUST TELL YOU THAT YOU MAY DEFER PAYMENT'UNTIL,.. 

YOUR LETTER WAS ADDRESSED TO THE WRONG OFFICE. WE DO NOT EMPLOY GEOLOGISTS. 

It is not difficult to catch and correct exarnples of jarring tone, even before they are put on paper. JuSt keep alert 
at all tin'ies to the way your words sound, 

You can kcop this alertness by not assuming that words or sentences are satisfactory simply because they have 
been used many times befoio. Also, keep in mind the way you talk. You don't-and shouldn't- write exactly the. 
;Wav you talk. But,, as much as possible, you should try. to get into your letters the warmth and friendliness, of 
your f;ice-to-faoe convr^rsations. , ■ " . 
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, .^-.^AYOU MUSTSAY"NO," 




WHEN WE HAVE TO SAY "NO,".., 



we must.be ' 
especially sensitive to the needs of our readers. There 
is little we can SAY that will make people HAPPY 
when we tell them that a claim for benefits has been 
disapproved. But by using the right TONE, .we can 
SOFTEN the harshness of a disappointing "No." Our . ■ 
■&>H Jetters should show compassion and let our:readers 1 ,. 
know that we. care . about them. Also, take time to 
first explain the circumstances and justify them so ' 
1^ that our readers can understand. 
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• / • , ; ■■■V . ' \ - ' ' ■, ■ 

PLANNING AND ORGAmNG A REPLY 8 

" 1 ^ ■ ' ^ * • " ( 

' A lew minutes devoted to preparation will generally pay dividends-in the form of a shorter, better letter, Study^ ^ 

the inctfmin^ letter carefully, and think about these points. 

\ / 'y \' ' 

\ • Consider who the rqfeder is and what he or she needs to know. ' . , 

^' Try to uhderstand the problem. " 

^ ' • How much does the reader '^frcady know? ' / 

•' \ ^ ■ 

• How will the reader use the information? ^ ■ ' . 

\ . ■ ' ■ • , ■• 

• How will the reader react? n 

pemember that the letter must- * ■ ' . * \ ' 

• Attract the reader's attention.' . 

., . ■■ : • ' • ■ , vv M ■ • 

vt Createaninterest in what you are trying to say. , ■ . . 

^ • . Convince the reader by supporting what you say, 
' • Cause the reader to take appropriate actioh. 
In ORpAN^ZING your letter, you mightjike to- 

• List the nriain points your lettei; will cover. 

• Jot down under each point the key ideas relating to it. 

• Put these points in ^Droper sequence. 

• Decide on the paragraph order. , . . ' \ \ . 
Give careful attention to all paVts of the letter; its . ' - 

OPENING,....'.... ..BODY.:...- CLOSING ■ ■ - • 

A good OPENING should immediately stimulate the>ead?r'^ interest. It should tell the reader what he or she 
wants to know. -Help the reader get involved and feel that he or she is part of the letter. The best way to do this is 
to develop a "YOU ATTITUDE." / * . ]\ , 
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The BODY of the letter is your chance to put all those "guidelines" h wor1<. luhould convey your thpughts 
using a minimum of words. Be'sure t4 provide all necessary details in a logical connected prpgression to the.end, 
The letter should flow from senterice to sentence and paragraph to paragraph- Think about what you planned 
your letter to do. It should do just that and nothing' more. If you're answering an inquiry, be sure to answer It 
•completely. . • 



If a veteran is angry or confused, be suie to aim 
directly at the' cause of annoyaace and handle the"^ 
matter tactfully. * • 

Usfe "emphasis" to your advantage. You can highlight 
important poVits by-the positioning of words-by 
your u$o of puncttiation (exclamation points, for 
example!)-by underscoring, (:mJ^[:\Z\HQi, etc. 
But use this technique on those "special" occasions. 
Don't overdo it. ' 




WkORE)* UII*WW YOU. Ci 



"The CLOSING should summarize the cohtept'of the 
writing. It gives your letter a sense of completion. 
Make it clear, if it contains your'Vecommendations, 
do not- hedge. If you are making^-p, request, state it 
clearly. If you are asking;for information, tell the 
receiver exactly what 'you want tp, knjSw. Your 
closing shoirtd either-' ' 

• Spell out a specifjc course of action for the' 
reader to take 

• Sum up the preceding paragraphs . ' . 



• include a^ statement building good wifl. 
Remember, again, to avoid negative words. 
Very often the last thing .written is the first 

. thing remembered. 
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Ijy SUMMARY • > ' / - -. ' ■ ■ / ) 

lyiost of us take'yfcatpfklo inalio job we ateJtro!n(j--cincl riamfully so^We'sHgw.vc'to^ans and othcr-pebple that WE 
REALLY DO CARE ^y^ihe many tho'ughtfur^thincjs wiydtfwhcn we'meet.them-in'c'levators-in coriidors-on tfie 



telbphono-df in our-work aro^s, It may, he .well to tpmind ourselves th'fft Cve are ."meetinq"Jfu>se same oeopte 
when wo write -tetters -even thc^gh ^we flo|'t greet tlwm "face-to-facC" Your letters may already be showing that 
you cji-ro, by Ijieing vwitten in sensitive/ resporisive and colnmon sense language. But, as is the, case in most things 
wc do, there js always room for inflpro,ve,mont. So^why not try piittiwg.the ideas in thisi^pamphlct to work for 
letters ■ ■. ' ' . . ' • . ' " ' ' . 



\ . 
■ \ 



IT'S SOMrrHtNG-YODRMEADEB'SHAi/E A R^GHT TO EXPEOT, • 
IT'S PART Of .Y<bu;RJ.dB; / • ' , " ' ■ 

^ IT'S GOpaBUSir)ESS FOR POING THE. VA'S<yOB„ 

IT'5 ANOTHER WAY OF SAYINg'"VA. MAY ! HELP YOU?" 
VyHAT'S IT ALL -ABOUT? 




• "This publication roscfncis VA Pamphlet 5-20 • 
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